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SYSTEM AND METHOD FOR CUSTOMER
JOURNEY ANALYTICS IN E-COMMERCE
AND DIGITAL MARKETING

CROSS REFERENCE TO RELATED
APPLICATIONS

This application claims the benefit of U.S. provisional
application Ser. No. 62/634,319 filed on Feb. 23, 2018 and
entitled SYSTEM AND METHOD FOR CUSTOMER
JOURNEY ANALYTICS IN E-COMMERCE AND DIGI-
TAL MARKETING, which 1s commonly assigned and the

contents ol which are expressly incorporated herein by
reference.

FIELD OF THE INVENTION

The present invention relates to a system and a method for
customer journey analytics in e-commerce, web, and screen-
based interactive digital marketing, and more particularly, to
customer journey analytics that provides a visual display of
a customer’s path through various webpages/digital touch-
points and quantitative measurements of the customer’s
interaction with each webpage or digital touchpoint.

BACKGROUND OF THE INVENTION

Companies and organizations use various customer acqui-
sition management systems, tools, and methodologies for
managing new customer prospects and inquiries that are
generated by a variety of marketing techniques. The goal of
these management systems 1s to acquire new customers and
to persuade these customers to complete a commercial
transaction, 1.e., to purchase the company’s products and/or
services and/or to interact 1n some way (e.g. download a
white paper, view a video, start a free trial, schedule a
meeting or call with sales, among others). In e-commerce,
companies and organizations use electronic online applica-
tions (websites) to present information, product, and service
offerings to potential customers and to complete the com-
mercial transactions electronically on the Internet. A typical
online customer journey involves searching for a specific
product online and landing on a webpage of a company’s
website that presents the specific product offering. The
online process of product identification and purchase
includes several steps from a starting webpage or digital
touchpoint through several intermediate webpages to a final
webpage or digital touchpoint or destination where the
transaction 1s completed. In many cases this online customer
journey process 1s interrupted and/or remains immcomplete.
For decades 1n the digital world, organizations have expe-
rienced signmificant loss 1n marketing funnels to a degree of
up to 99% loss. So far, the tools that organizations have used
to attempt to understand and mitigate the loss in the funnel
have been insuilicient in both the complexity of the tools,
their lack of ease of use, their lack of analytics relevant to
multi-step-relative customer experience performance, and in
how they use visual components in the display of metrics
and customer journey flows.

It would be desirable to 1dentily the webpages or other
digital touchpoints where the customer journey process 1s
usually interrupted and to assess the eflicacy of a webpage
or digital touchpoint 1n persuading the online customer to
move to the next webpage or digital touchpoint and to
complete the purchasing transaction or some other customer
interaction.
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2
SUMMARY OF THE

INVENTION

The invention provides a system and a method for cus-
tomer journey analytics in e-commerce, web, and screen-
based interactive marketing, and more particularly, to cus-
tomer journey analytics that provides a visual display of a
customer’s path through various webpages and quantitative
measurements of the customer’s interaction with each
webpage or digital touchpoint.

In general, 1n one aspect the imnvention provides a system
for providing a visual display of a visitor’s journey pathways
through various digital touchpoints and quantitative mea-
surements of the wvisitor’s interaction with each digital
touchpoint. The system includes an online visitor meta-data
database, an online 1mages database, a visitor journey ana-
lytics code, a visitor journey analytics engine, a computing
system, and a user interface. The visitor journey analytics
code 1s embedded 1n each digital touchpoint and the visitor
journey analytics code extracts visitor meta-data associated
with each digital touchpoint that a visitor visits and uploads
them to the online visitor meta-data database.

The visitor journey analytics engine includes a customer
journey analytics processing soitware product that receives
visitor meta-data and specific online 1images for each digital
touchpoint a visitor visits, calculates a visitor experience
performance index for each digital touchpoint, and records
visitor’s journey pathways through various digital touch-
points. The computing system includes at least a processor
coniigured to execute computer-implemented instructions of
the customer journey analytics processing software product
and to host the visitor meta-data database and the online-
images database. The user interface displays the visitor’s
journey pathways through the various digital touchpoints
and the calculated visitor experience performance indexes
for each digital touchpoint.

Implementations of this aspect of the mvention include
the following. The digital touchpoints include a standard
webpage, a mobile webpage, a web application, a search
engine optimization (SEQO) application, and a social media
application. The online visitor meta-data database includes
for each digital touchpoint number of wvisits, time spent,
referring digital touchpoint, and next digital touchpoint
visited by a wvisitor. The wvisitor journey analytics code
captures and extracts 1mages associated with each digital
touchpoint that the visitor visits and uploads them to the
online 1mage database. The customer journey analytics
processing software product further calculates optimized
visitor’s journey pathways that yield increased conversion
rates and displays the optimized visitor’s journey pathways
on the user interface. The customer journey analytics pro-
cessing software product further 1dentifies segments of visi-
tor’s journey pathways that yield decreased conversion rates
and result in losing value. Each visitor’s journey pathway
has a start digital touchpoint, an end digital touchpoint, and
a plurality of intermediate digital touchpoints that the visitor
visits between the start digital touchpoint and the end digital
touchpoint. Each visitor’s journey pathway 1s displayed on
the fly. Each digital touchpoint includes one or more 1images
associated with the digital point and metrics comprising one
of number of visitors, bounce rate, and conversion rate. Each

visitor 1s 1dentified by a web cookie. The customer journey
analytics processing soiftware product calculates the visitor
experience performance index for each digital touchpoint
using;:
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(Bounce Rate X Unique Visitors)
(10—10><( : — : : ]]+
Unique Visitors at Starting Point

Y ((1 — Bounce Rate) X 10) + (Conversion Rate X 10)
B 3

The system further includes a machine learning (ML) and
artificial intelligence (Al) engine and the ML and Al engine
uses large volumes of data to recognize patterns of behavior
and to mform and update the customer journey analytics
processing software product.

In general, in another aspect the invention provides a
method for visually displaying a visitor’s journey pathways
through various digital touchpoints and quantitative mea-
surements of the wvisitor’s interaction with each digital
touchpoint. The method includes providing an online visitor
meta-data database, providing an online 1mages database,
embedding a visitor journey analytics code 1n each digital
touchpoint, providing a visitor journey analytics engine,
providing a computing system, and providing a user inter-
tace. The wvisitor journey analytics code extracts visitor
meta-data associated with each digital touchpoint that a
visitor visits and uploads them to the online visitor meta-
data database. The visitor journey analytics engine includes
a customer journey analytics processing soitware product
that receives visitor meta-data and specific online images for
cach digital touchpoint a visitor visits, calculates a visitor
experience performance index for each digital touchpoint,
and records wvisitor’s journey pathways through various
digital touchpoints. The computing system includes at least
a processor configured to execute computer-implemented
instructions of the customer journey analytics processing
software product and to host the visitor meta-data database
and the online-images database. The user interface displays
the visitor’s journey pathways through the various digital

touchpoints and the calculated visitor experience perior-
mance indexes for each digital touchpoint.

The details of one or more embodiments of the invention
are set forth 1 the accompanying drawings and description
below. Other features, objects, and advantages of the inven-
tion will be apparent from the following description of the
preferred embodiments, the drawings and from the claims.

BRIEF DESCRIPTION OF THE DRAWINGS

Referring to the figures, wherein like numerals represent
like parts throughout the several views:

FIG. 1 1s a diagrammatic view of a customer journey
analytics system according to this invention;

FIG. 2 1s a schematic diagram of a visual representation
of a customer’s journeys through a series of webpages or
digital touchpoints according to this invention;

FIG. 3 1s a schematic diagram depicting quantitative
measurements of the customer’s interaction with a start-
webpage/touchpoint and an end-webpage/touchpoint;

FIG. 4 depicts an example of applying the customer
journey analytics of FIG. 1 to the webpages of an e-com-
merce website;

FIG. 5 depicts a relevance index equation used for mea-
suring a customer’s interaction with a webpage or digital
touchpoint, according to this mvention;

FIG. 6 depicts a weighted relevance index equation used
for providing a weighted quantitative measurement of the
customer’s interaction with a webpage or digital touchpoint,
according to this invention;
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FIG. 7 depicts a computer system used for running the
applications and methods of this invention;

FIG. 8 depicts an example of a computing architecture for
the customer journey analytics application; and

FIG. 9 depicts an example of a user interface for present-
ing calculation results of the customer journey analytics
application.

DETAILED DESCRIPTION OF TH.
INVENTION

(L]

The invention provides a system and a method for cus-
tomer journey analytics in e-commerce, web, and screen-
based interactive marketing, and more particularly, to cus-
tomer journey analytics that provides a visual display of a
customer’s path through various webpages and quantitative
measurements of the customer’s interaction with each
webpage or digital touchpoint.

Referring to FIG. 1, customer journey analytics system
100 according to this invention includes a customer journey
analytics (CJA) code 104 that 1s embedded in each webpage,
web application, or mobile application 102. CJA code 104
extracts visitor meta-data 105 associated with each webpage
or digital touchpoint 102 that the customer wvisits and
uploads them to an online visitor meta-data database 106.
The visitor meta-data 105 include number of visits for a
webpage or digital touchpoint, time spent on a webpage,
referring site, and next webpage or digital touchpoint the
customer visited, among others.

CJA code 104 also captures and extracts images/screen-
shots 107 associated with each webpage, digital touchpoint,
or screen 102 that the customer visits and uploads them to
an online image database 108. The visitor meta-data 105 and
the images 107 are entered 1nto a customer journey analytics
(CJA) engine 111 that runs a customer journey analytics
processing soltware product 110. Processing software 110
ties the specific visitor meta-data 105 to specific images 107
and calculates a multi-step customer experience perior-
mance index or webpage/touchpoint relevance index (RI)
using the equation of FIG. 5, as will be described below. In
some embodiments, third party data 103 generated by other
application programming interfaces (APIs) and third party
analytics engines are also entered into the CJA engine 111
and processed by CJA software 110. The CJA software
product 110 addresses the key problem of a lack of under-
standing of the aspects of digital customer journey flows that
contribute to lost opportunity for organizations that use
vartous marketing tactics for customer acquisition and
engagement. The CJA software 110 1dentifies segments of a
customer journey that are losing value, where exponential
growth could be gained by applying the software’s recom-
mendation. Next, the CJA software 110 displays customer
journey pathways 120 or funnels through the various
webpages/touchpoints 116 on the user intertace 112 of the
application. The customer journey pathways 120 are dis-
played on the fly, based on the user’s choice of a starting
point (point A) and an endpoint (point B). Point B may be
a conversion point, success page or goal point. Each point
116 represents the customer’s digital experience at a specific
webpage and includes images 107 and meta-data 105.

Customer journey analytics system 100 also includes a
machine learning (ML) and artificial intelligence (AI)
engine 113. The visitor meta-data 106, image database 108,
and the output of the CJA software 110 are also entered into
the machine learning (ML) and artificial intelligence (AI)
engine 113. The ML and Al engine 113 uses large volumes
of data collected to recognize patterns of behavior and to
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inform and update the CJA software product 110. Patterns of
customer interaction are used 1n conjunction with the rel-
evance index algorithm to enhance the idenftification of
optimization opportunities provided by the CJA software
product 110 and the CJA engine 111. The resultant product
of the CJA engine 111 and the CJA software product 110 are
then, i turn, fed back into the ML and Al engine 113,
forming a continuous feedback loop that increases the
accuracy, relevance, and value of relevance index, and thus
the quality of the recommendations provided to the user of
the software.

Referring to FIG. 2, a typical customer journey visual
representation 114 includes webpages/points 116 A-116S for
cach website and pathways 120A that a customer takes from
a starting point 116A (point A) to an end point 116S (point
B). The customer journey representation 114 also includes
recommended optimized pathways 120B that could yield
increased conversion rates. Each webpage/point 116 A-116S5
includes an 1image/screenshot 140 associated with the visited
webpage/point and metrics including number of visitors
130, bounce rate 132, and conversion rate 134, among
others, as shown 1n FIG. 3.

The number of visitors arriving at each point 116 A-116S
refers to the number of unique visitors (UV) that arrive at
cach point of the website or digital experience. Each visitor
1s 1dentified by a web cookie, which 1s a small piece of data
sent by the website and stored 1n the visitor’s computer by
the visitor’s web browser while the visitor 1s browsing. A
point or touchpoint 1s a webpage or other digital place where
a visitor lands and 1s presented with some content and
options for taking actions. The number of visitors (as
identified by a web cookie) that take another action on a
grven point A within a certain time interval after arriving at
the given point A 1s the number of engaged unique visitor
(EUV). The ratio of the engaged unique visitors versus the
number of unique visitors 1s the engagement rate (ER) at the
given point A. The mverse of the engagement rate 1s the
bounce rate (BR) that represents the number of unique
visitors that do not take any action on the given point A
within a certain time 1nterval after arriving at the given point
A. The number of unique visitors that complete a marketer-
defined action or goal (i.e., reach point B within a certain
amount of time Z after arriving at point A) defines the unique
visitor conversions and the percent of unique visitor con-
versions delines the conversion rate.

At each point 116A-116S a relevance index (RI) 140 1s
calculated using the equation of FI1G. 5. The relevance index
(RI) assigns a relative rating of each point based on scale of
0-10. The relevance index (RI) 1s the sum of the dropoil
index (DI), engagement index (EI), and conversion index
(CI), divided by three. The dropofl index (DI) considers the
number of unique visitors that bounce relative to the total
number of unique visitors that enter the flow at point A. The
engagement index (EI) considers the engagement rate or the
percent of unique visitors that take a next step/action (1.e.,
inverse ol bounce rate).

The conversion 1index (CI) considers the conversion rate
(1.e. the percent of unique visitors that enter the point 1n
question and reach the conversion point B).

An example of a customer journey representation 1s
described with reference to FIG. 4. Company “ABC Toys”
1s spending a significant portion of theirr marketing budget
on driving traflic to their website and landing pages. ABC
Toys” marketing team successiully drove 10,000 visitors (1n
a 1 week time period) to a landing page that they bult to
increase sales for two product categories including toy cars
and action figures. The 10,000 visitors ended up on the first
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page 116A 1n the tlow (1.e. ‘Point A’). At Point A, the 10,000
visitors were asked, “Which do you like the most?”” and were
presented with two choices: ‘“Toy Cars’ or ‘Action Figures’.
In total, 500 chose ‘Toy Cars’, 3000 chose ‘Action Figures’,
and 6500 wvisitors bounced (1.e. left the page or did not
answer). This results 1n a bounce rate of 65% for Point A at

116A.
The visitors who chose ‘Toy Cars’ were brought to a

second page 116B that asked, “What kind of toy car do you

like?” and were presented with two choices for toy cars:
‘Fast Ones’ or ‘Construction’. Of the 500 visitors that landed
on this page, 175 chose ‘Fast Ones,” 300 chose ‘Construc-
tion” and 25 bounced. This results 1n a bounce rate of 3% for
this page 116B. The 175 visitors who chose ‘Fast Ones’ were
brought to a third page 116E with a picture of a toy sports
car and the option to purchase the toy. In total, 15 of those
visitors made the purchase and subsequently arrived on the
‘thank you’ page 116K, (1.e. Point B), while the remaiming
160 visitors bounced—resulting in a bounce rate of 91.4%.
The 300 visitors who chose ‘Construction” were brought to
a third page 116F with a picture of a toy bulldozer and the
option to purchase the toy. In total, 35 of those visitors made
the purchase and subsequently arrived on the ‘thank you’
page 116L, (i.e. Point B), while the remaining 2635 visitors
bounced—resulting 1n a bounce rate of 88.3%.

Going back to up Point A at 116 A, the 3,000 visitors who
chose “Action Figures,” were brought to a second page 116C

where they were presented with three choices of characters:
‘Jefl,” ‘Zoee’ or ‘Ryan.’ In total, 1490 bounced, 10 selected
‘Jefl,” 1,000 selected ‘Zoee’ and 500 selected ‘Ryan.” The
bounce rate for this page 1s 49.7%. The visitors were then
brought, respectively, to the purchase pages for ‘Jefl” 116D,
‘Zoee’ 116G, and ‘Ryan’ 116H. Of the 10 wvisitors who
selected ‘Jefl,” 5 made the purchase and ended up on the
‘thank you’ page 1165, (i.e. Point B), while the remaining
visitors bounced, resulting 1n a bounce rate of 50%. Of the
1,000 visitors who selected ‘Zoee,” 800 made the purchase
and ended up on the ‘thank you” page 1161, (1.e. Point B),
while the remaining 200 visitors bounced, resulting 1n a
bounce rate of 20%. Of the 500 visitors who selected ‘Ryan,’
10 made the purchase and ended up on the ‘thank you’ page
116G, (1.e. Point B), while the remaiming 490 bounced,
resulting 1n a bounce rate of 98%.

Conversion rates are calculated for each page 116 A-116L
of FIG. 4. Conversion rates are defined as the percent of
visitors who arrived on a given page that eventually arrived
at ‘Point B’. For example, the page 116B that offers ‘Fast
Ones’ or ‘Construction’ for toy car types has a conversion
rate of 10% because of the 500 visitors that visited that page,
50 ultimately made 1t to ‘Point B” (15 via sports car purchase
and 35 via bulldozer purchase). We can use the information
in the customer journey example for performance analysis
and enhancement. By examining bounce and conversion
rates at the top of the experience (Point A) and at each step
in the customer journey, we can assess the absolute and
relative etlicacy of the entire experience and at each step in
the customer journey. For example, providing the two
choices for toy cars (Fast Ones’ or ‘Construction’) per-
formed better than the ‘Character’ choices under Action
Figures when 1t came to bounce rate, but worse when 1t came
to conversion rate. Similarly, the Zoee Action Figure sig-
nificantly outperformed all other toys oflered. Additionally,
we could say that 1t would be advisable to improve the
character choice page 116C under Action Figures given 1ts
high bounce rate (49.7%) relative to 1ts peer ‘Fast Ones’” or
‘Construction’ choice page 116B (5%).
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Customer Journey Example (w/Relevance Index)

The relevance index (RI) 1s a metric that gives each page
in a tlow a score from 0-10 that i1s representative of the
performance of that page relative to the rest of the flow. A
relevance mdex score ol 0 means the page 1s performing
very poorly, while a score of 10 means the page 1s perform-
ing extremely well. As was mentioned above, the relevance
index 1s a function of the drop-ofl (1.e. number of visitors
that bounce) relative to the total number of visitors that
entered at ‘Point A,” the engagement rate (1.. inverse of the
bounce rate), and the percent of visitors that ultimately
convert (1.¢. make i1t to ‘Point B”). The RI allows users of the
CJA software to quickly and easily identily opportunities for
optimization within their customer journeys. Whether the
user 1s an expert i web analytics or has little to no
understanding of the matter, the relevance index bridges the
gap between data capture and impactiul optimization by
analyzing the data and providing actionable insights 1n
real-time. The relevance index helps people and companies
make more impactiul decisions in just moments, without
data expertise, ultimately saving time and money, as well as
providing msights that can be used for generating exponen-
tial growth in marketing ROI.

A weighted relevance index (IMW) 1s calculated using the
equation of FIG. 6. A weighting system 1s incorporated into
the relevance index equation for the purpose of fine-tuning,
the impact that each element of the equation (drop-off,
engagement rate, and conversion rate) has on the final score.
The weights are 1n the range o1 1-9. By increasing the weight
of the drop-ofl, the importance of the number of visitors that
drop-oil 1s increased (relative to the other two elements of
the equation). This also increases the standard deviation,
variance, and range of all the relevance mndex scores in the
flow. By increasing the weight of the engagement rate, the
importance ol the percent of visitors that are taking the next
step (1.e. getting to the next page) 1s increased (relative to the
other two elements of the equation). This also increases the
standard deviation, variance, and range of all the relevance
index scores in the flow. By increasing the weight of the
conversion rate, the importance of the number of visitors
from any given page that ultimately reach ‘Point B’ is
increased (relative to the other two elements of the equa-
tion). This also increases the standard deviation, variance,
and range of all the relevance index scores in the flow. The
default weightings for the drop-ofl, engagement rate, and
conversion rate are X, Y, and Z, respectively. In one
example, X=4, Y=/, 7=5. However, diflerent weighting may
be necessary for diflerent situations, flows, and/or clients.
For instance, a company that 1s relying fully on organic
media to drive traflic (i.e. not paying for clicks into a tlow)
to drive sales of a very niche product 1s going to be more
concerned with conversion rates than engagement or drop-
ofl—thus, the company would increase the weighting of the
conversion rates relative to the other two elements. Within
a single company, different departments (and even different
roles within a department) may be interested in seeing the
same tlows with diflerent weighting. A chief financial officer
may be interested gaining a better understanding for drop-oil
and conversion rates, while a marketing manager may be
more interested drop-ofl and engagement, and a head of
sales may be more interested in conversion rates.

Referring to FIG. 7, an exemplary computer system 400
or network architecture that may be used to implement the
system of the present invention includes a processor 420,
first memory 430, second memory 440, I/O interface 450
and communications intertace 460. All these computer com-
ponents are connected via a bus 410. One or more processors
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420 may be used. Processor 420 may be a special-purpose
or a general-purpose processor. As shown m FI1G. 7, bus 410
connects the processor 420 to various other components of
the computer system 400. Bus 410 may also connect pro-
cessor 420 to other components (not shown) such as, sen-
sors, and servomechanisms. Bus 410 may also connect the
processor 420 to other computer systems. Processor 420 can
receive computer code via the bus 410. The term “computer
code” includes applications, programs, instructions, signals,
and/or data, among others. Processor 420 executes the
computer code and may further send the computer code via
the bus 410 to other computer systems. One or more
computer systems 400 may be used to carry out the com-
puter executable instructions of this invention.

Computer system 400 may further include one or more
memories, such as first memory 430 and second memory
440. First memory 430, second memory 440, or a combi-
nation thereof function as a computer usable storage
medium to store and/or access computer code. The first
memory 430 and second memory 440 may be random access
memory (RAM), read-only memory (ROM), a mass storage
device, or any combination thereof. As shown 1n FIG. 7, one
embodiment of second memory 440 1s a mass storage device
443. The mass storage device 443 includes storage drive 445
and storage media 447. Storage media 447 may or may not
be removable from the storage drive 445. Mass storage
devices 443 with storage media 447 that are removable,
otherwise referred to as removable storage media, allow
computer code to be transferred to and/or from the computer
system 400. Mass storage device 443 may be a Compact
Disc Read-Only Memory (“CDROM”), ZIP storage device,
tape storage device, magnetic storage device, optical storage
device, Micro-Electro-Mechanical Systems (“MEMS”),
nanotechnological storage device, floppy storage device,
hard disk device, USB drive, among others. Mass storage
device 443 may also be program cartridges and cartridge
interfaces, removable memory chips (such as an EPROM, or
PROM) and associated sockets.

The computer system 400 may further include other
means for computer code to be loaded 1nto or removed from
the computer system 400, such as the mput/output (“I/O”)
interface 450 and/or communications interface 460. Both the
I/O 1interface 450 and the communications interface 460
allow computer code to be transferred between the computer
system 400 and external devices including other computer
systems. This transfer may be bi-directional or omni-direc-
tion to or from the computer system 400. Computer code
transierred by the I/O mterface 450 and the communications
interface 460 are typically 1n the form of signals, which may
be electronic, electromagnetic, optical, or other signals
capable of being sent and/or received by the interfaces.
These signals may be transmitted via a variety of modes
including wire or cable, fiber optics, a phone line, a cellular
phone link, infrared (“IR”), and radio frequency (“RF”) link,
among others.

The I/O interface 450 may be any connection, wired or
wireless, that allows the transfer of computer code. In one
example, I/O mterface 450 includes an analog or digital
audio connection, digital video interface (*DVI”), video
graphics adapter (“VGA”), musical instrument digital inter-
tace (“MIDI”), parallel connection, PS/2 connection, serial
connection, universal serial bus connection (“USB”),
IEEE1394 connection, PCMCIA slot and card, among oth-
ers. In certain embodiments the I/O 1nterface connects to an
I/O unit 455 such as a user interface, monitor, speaker,
printer, touch screen display, among others. Communica-
tions interface 460 may also be used to transier computer
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code to computer system 400. Communication interfaces
include a modem, network interface (such as an Ethernet
card), wired or wireless systems (such as Wi-Fi, Bluetooth,
and IR), local area networks, wide area networks, and
intranets, among others.

The ivention 1s also directed to computer products,
otherwise referred to as computer program products, to
provide software that includes computer code to the com-
puter system 400. Processor 420 executes the computer code
in order to implement the methods of the present invention.
In one example, the methods according to the present
invention may be implemented using soitware that includes
the computer code that i1s loaded into the computer system
400 using a memory 430, 440 such as the mass storage drive
443, or through an I/O interface 450, communications
interface 460, or any other interface with the computer
system 400. The computer code 1n conjunction with the
computer system 400 may perform any one of, or any
combination of, the steps of any of the methods presented
herein. The methods according to the present invention may
be also performed automatically, or may be invoked by some
form of manual intervention.

The computer system 400, or network architecture, of
FIG. 7 1s provided only for purposes of illustration, such that
the present invention 1s not limited to this specific embodi-
ment.

An example of a computing architecture for running the
customer journey analytics application 1s shown 1n FIG. 8.
An example of a user interface for presenting a single
webpage customer journal analytics results 1s shown 1n FIG.

9.

Several embodiments of the present invention have been
described. Nevertheless, 1t will be understood that various
modifications may be made without departing from the spirit
and scope of the invention. Accordingly, other embodiments
are within the scope of the following claims.

What 1s claimed 1s:

1. A system for providing a visual display of a visitor’s
journey pathways through various consecutive digital touch-
points that are interconnected and accessed via a network,
and quantitative measurements of the visitor’s interaction
with each digital touchpoint comprising:

a computing system configured to access the digital
touchpoints via the network and comprising at least a
display, a memory storing computer-executable
istructions of a visitor journey analytics engine, and a
processor coupled to the memory, and configured to
execute the computer-executable instructions of the
visitor journey analytics engine;

an online visitor meta-data database commumnicatively
coupled to the computing system via the network;

an online 1mages database communicatively coupled to
the computing system via the network;

a visitor journey analytics code that 1s embedded 1n each
digital touchpoint and wherein the processor executes
computer-executable instructions of the visitor journey
analytics code that capture and extract specific images
associated with each digital touchpoint and specific
visitor meta-data associated with each digital touch-
point that a visitor visits and uploads them to the online
images database and the online visitor meta-data data-
base, respectively;

wherein the visitor journey analytics engine comprises a
customer journey analytics processing soitware prod-
uct, wherein the wvisitor journey analytics engine
receives the specific visitor meta-data and the specific
images for each digital touchpoint the wvisitor visits
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from the online meta-data database and the online
images database, respectively, and executes via the
processor computer-executable instructions of the cus-
tomer journey analytics processing software product
that are configured to tie the specific visitor meta-data
with the specific images for each digital touchpoint the
visitor visits, calculate a number of unique visitors for
cach digital touchpoint the wisitor wvisits, calculate
bounce rate for each digital touchpoint the visitor visits,
calculate conversion rate for each digital touchpoint the
visitor visits, calculate a wvisitor experience perfor-
mance index for each digital touchpoint the visitor
visits, record the visitor experience performance mdex
for each digital touchpoint the wvisitor visits 1n the
memory, graphically connect the various consecutive
digital touchpoints the visitor visits to form the visitor’s
journey pathways and display via the display the visi-
tor’s journey pathways, the calculated number of
unique visitors, the calculated bounce rate, the calcu-
lated conversion rate, and the calculated visitor expe-
rience performance mdex at each digital touchpoint;

a user interface that displays on the display the graphi-
cally connected consecutive digital touchpoints of the
visitor’s journey pathways and the calculated wvisitor
experience performance indexes for each digital touch-
point;

wherein the processor executes computer executable
istructions of the customer journey analytics process-
ing soltware product that calculate the visitor experi-
ence performance index for each digital touchpoint

using;:
(Bounce Rate X Unique Visitors) )
(10—10)(( : — . : ] +
Unique Visitors at Starting Point /)
. ((1 — Bounce Rate) X 10) + (Conversion Rate X 10)

3

2. The system of claim 1, wherein the digital touchpoints
comprise one of a standard webpage, a mobile webpage, a
web application, a search engine optimization (SEQO) appli-
cation, or a social media application.

3. The system of claim 1, wherein the online wvisitor
meta-data database comprises for each digital touchpoint
number of visits, time spent, referring digital touchpoint,
and next digital touchpoint visited by a visitor.

4. The system of claim 1, wherein the customer journey
analytics processing software product further comprises
computer-executable instructions that are configured to be
executed by the processor to calculate optimized visitor’s
journey pathways that yield increased conversion rates and
to display the graphically connected digital touchpoints of
the optimized visitor’s journey pathways on the user inter-
face.

5. The system of claim 1, wherein the customer journey
analytics processing software product further comprises
computer-executable instructions that are configured to be
executed by the processor to 1dentily segments of visitor’s
journey pathways that yield decreased conversion rates and
result 1n losing value.

6. The system of claim 1, wherein each visitor’s journey
pathway comprises a start digital touchpoint, an end digital
touchpoint, and a plurality of itermediate digital touch-
points that the visitor visits between the start digital touch-
pomnt and the end digital touchpoint and wherein each
visitor’s journey pathway 1s graphically displayed on the fly.
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7. The system of claim 1, wherein each graphically
displayed digital touchpoint comprises one or more 1images
associated with the digital point and metrics comprising one
of number of visitors, bounce rate, and conversion rate.

8. The system of claim 1, wherein each visitor 1s identified
by a web cookie.

9. The system of claim 1, wherein the computing system
turther comprises a machine learning (ML) and artificial
intelligence (Al) engine and wherein the ML and Al engine
uses large volumes of data to recognize patterns of behavior
and to mform and update the customer journey analytics
processing software product.

10. A method for visually displaying a visitor’s journey
pathways through various digital touchpoints that are inter-
connected and accessed via a network, and quantitative
measurements of the visitor’s interaction with each digital
touchpoint comprising:

accessing the digital touchpoints by a computing system

via the network wherein the computing system com-
prises at least a display, a memory storing computer-
executable 1nstructions of a visitor journey analytics
engine, and a processor coupled to the memory and
configured to execute the computer-executable mstruc-
tions of the visitor journey analytics engine;

coupling communicatively an online visitor meta-data

database to the computing system via the network;
coupling communicatively an online 1images database to
the computing system via the network;

embedding a visitor journey analytics code 1n each digital

touchpoint and executing computer-executable mnstruc-
tions of the wvisitor journey analytics code by the
processor that captures and extracts specific 1mages
associated with each digital touchpoint and specific
visitor meta-data associated with each digital touch-
point that a visitor visits and uploads them to the online
images database and the online visitor meta-data data-
base, respectively;

wherein the visitor journey analytics engine comprises a

customer journey analytics processing software prod-
uct, wherein the wvisitor journey analytics engine
receives the specific visitor meta-data and the specific
online 1images for each digital touchpoint a visitor visits
from the online meta-data database and the online
images database, respectively, executes via the proces-
sor computer-executable instructions of the customer
journey analytics processing software product that are
configured to tie the specific visitor meta-data with the
specific images for each digital touchpoint the visitor
visits, calculate a visitor experience performance index
for each digital touchpoint the visitor visits, record the
visitor experience performance index for each digital
touchpoint the visitor visits, graphically connect the
various digital touchpoints the visitor visits to form the
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visitor’s journey pathways, and display the visitor’s
journey pathways and the visitor experience perfor-
mance index at each digital touchpoint;

displaying graphically within a user interface the visitor’s
journey pathways through the various digital touch-
points and the calculated visitor experience pertor-
mance indexes for each digital touchpoint;

wherein the processor executes computer executable
istructions of the customer journey analytics process-
ing soiftware product that calculate the visitor experi-
ence performance index for each digital touchpoint

using;:
(Bounce Rate X Unique Visitors) )
(10—10><( . — : . ] +
Unique Visitors at Starting Point /,
Ry — ((1 — Bounce Rate) X 10) + (Conversion Rate X 10)

3

11. The method of claam 10, wherein the digital touch-
points comprise one of a standard webpage, a mobile
webpage, a web application, a search engine optimization
(SEO) application, or a social media application.

12. The method of claim 10, wherein the online visitor
meta-data database comprises for each digital touchpoint
number of visits, time spent, referring digital touchpoint,
and next digital touchpoint visited by a visitor.

13. The method of claim 10, wherein the customer jour-
ney analytics processing software product further comprises
computer-executable instructions that are configured to be
executed by the processor to calculate optimized visitor’s
journey pathways that yield increased conversion rates and
graphically display the optimized visitor’s journey pathways
on the user interface.

14. The method of claim 10, wherein the customer jour-
ney analytics processing software product further comprises
computer-executable instructions that are configured to be
executed by the processor to 1dentily segments of visitor’s
journey pathways that yield decreased conversion rates and
result 1n losing value.

15. The method of claim 10, wherein each wvisitor’s
journey pathway comprises a start digital touchpoint, an end
digital touchpoint, and a plurality of intermediate digital
touchpoints that the visitor visits between the start digital
touchpoint and the end digital touchpoint and wherein each
visitor’s journey pathway 1s graphically displayed on the tly.

16. The method of claim 10, wherein each graphically
displayed digital touchpoint comprises one or more 1images
associated with the digital point and metrics comprising one
of number of visitors, bounce rate, and conversion rate.

17. The method of claim 10, wherein each wvisitor 1is
identified by a web cookie.
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